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Media sosial telah berkembang saat ini. Media ini banyak digunakan oleh 
perusahaan untuk mendekatkan konsumen hingga meningkatkan loyalitas 
terhadap merk tertentu. Perusahaan OVO telah melakukan banyak aktivitas 
melalui media sosial tetapi pelanggan yang aktif tidak sebanyak pesaingnya Go-
Pay yang mampu memiliki pelanggan aktif terbanyak dengan aktivitas media 
sosial yang tidak terlalu banyak.  Penelitian ini bertujuan untuk mengetahui 
kegiatan pemasaran melalui media sosial terhadap loyalitas konsumen OVO dari 
attitudinal loyalty dan behavioural loyalty dengan mediasi customer satisfaction 
dan perceived value. Penelitian ini dilakukan menggunakan Structural Equation 
Model (SEM) dan 150 data responden diolah menggunakan SPSS 25 dan AMOS 
25. Hasil penelitian ini menunjukkan bahwa ada hubungan positif tetapi tidak 





This day, social media has been developing. This media was used with 
company to close with consumer and gain more loyalty to brand. OVO Company 
have doing many activities in Instagram but the number of active customers not as 
much as their competitors. Go-Pay have the most active customer with social 
media activity not as much as OVO. This study aims to discuss the effect of social 
media marketing activities on OVO customer loyalty from attitudinal loyalty and 
behavioural loyalty with mediation customer satisfaction and perceived value. 
This study uses Structural Equation Model (SEM) and 150 respondents processed 
with SPSS 25 and AMOS 25. The result confirmed that there is positive relation 
but not significant between OVO customer satisfaction and behavioural loyalty. 
Keywords: Social media marketing activities, perceived value, customer 
satisfaction, attitudinal loyalty, behavioural loyalty, e-wallet 
 
 
 
